Types of letters 


>lnquiry letter 
>Cover (transmittal 
>Good news 
>Bad news letter 
>Complaints letter 
>Adjustment letter 
>Sales letter 


1. Letter of inquiry 




A letter of inquiry means you are askingfor information. It may be about 
equipment costs, performance records, record of employee. You need to be 
specific and precise while writing inquiry letter 

Maintain an effective technical writing style, achieve audience involvement 
through pronoun usage, and avoid grammatical and other errors. 

Body part: 1) Introduction: Whyyou are writing, explainthe reason for 
writing, and teil your reader whatyou are writing about. 2) Discussion: ask 
specific questions (not vague). 3) Conclusion: When you need a response 
teil exactlythe date and explain why this date is important 





Dear Shanti: 


Thankyou for the information aboutyour personal shoppingservice. 

I am interested in Fashion Pace and would like to receive answers to the following 
questions: 

1. What are sales figures for the last two years ? 

2. Would you send me a satisfied customer list? 

3. How much office space will yourconsultants need? 

4. How many employees will you need to run your service? 

5. What trainingis required for these employees? 

6. What will you charge customers for your service 

Please send answers to these questions by Marchl, 2014. Your early response will 
allow me to present your proposal at our March 10 sales meeting. I lookforward to 
hearingfrom you. 

Sincerely, 


Name 

Manager 




2. Cover Letter 


In business, you are often required to send information to cliënt, vendor, or 
colleague. You might send multipage copies of reports, invoices (a list of goods that 
have been sold/workthat has been done), drawings, maps, questionnaires, 

proposals.it accomplishes two goals: a) it Iets you teil readers up front what 

they are receiving and b) it helps you focus your readers attention on key points 
within the enclosures. So, it is reader-friendly 

Introduction: teil your reader why you are writing, what you are sending, and what 
you are writing about (reason for writing). Discussion: teil what you have enclosed 
or exactly what of value is within the enclosures and list them including page 
number for the items. Conclusion: you should teil your reader what you want to 
happen next, when you want thisto happen, and why the data are important. What 
clarifies your intentionsand when specifies the date. 


Figure 6.8 




Good -news letters provide your reader with positive information. You might write 
good news letters offering /promoting a job for an individual. You can teil your 
customerthat her/his request for a compensation was justified. 

Introduction: explain why you are writing and teil whatyou are writing about. 
Your goal is to convey good news. You should begin with positive words. For instance, 

Congratulations! We are proud to offer you early promotion, Nitin. DisCUSSion: 
Explain why you are writing and what you are writing about, and provide detail-to 
explain exactly what has justified the commendation or the promotion. For instance, 

you have earned a grade raise for the following reason: 

1. Productivity: Your line personnel produced 2, 000 units per month throughout this 

quarter. 

2. Efficiency: you maintained a 95 percent manufacturing efficiency rating. 

3. Supervisory skills: you received only four grievances; your annul performance 
valuations showed that your subordinates appreciated your motivational 

managementtechniques. Conclusion: Teil what you plan next(or expect from 
your reader next), when this action will occur, and why the date is important. For 
instance Because of your excellent work, you will receive your pay increase the first 

of next month. You deserve it. Good work, Nitin. 



4. Bad-News Letter 



Bad-news letters require tact and politeness on your part as a writer. Such 
letters might reject a job applicant, deny an employee a raise, teil a vendor 
that his/her company's proposal has not been accepted, or reject a 
customer's reject for a repayment. So you need to be tactical in order to 

avoidfuture problems. 



Introduction: explain why you are writing and what you are writing about. 
You need to be diplomatic so that your reader can accept it as valid 
(protection from difficulties) . Discussion: Give proof of the bad news. 
Conclusion: if you end your bad-news letter with the bad news, then you 
leave your reader feeling defeated and without hope. You want to maintain 
a good customer-client, supervisor-subordinate, or employer-employee 


relationship. So, you need to conclude your letter by giving your reader an 



opportunity for future success. 



Rejecting a job applicant 


Dear Roshan: 

Thank you for your recent letter of application. As you can imagine, we 
received many letters from highly qualified applicants. 

Although we appreciate your interest in this company, the advertisement 
specially required that all applicants have an MS in computer Science and at 
least five years of experience in telecommunications. We also suggested that a 
knowledge of fiber opties would be preferred. Your degree meets our criteria 
successfully. However, your years of experience fall below our requirements, 
and your résumé does not mention fiber opties expertise. Therefore, we must 
reject your application. 

If you have fiber opties knowledge or have required additional job experiences 
that apply to to our work requirements, we would be happy to reconsider your 
application. In any case, we will keep your letter on file. When new position 
open up, your letter will be reconsidered. Good luck in your job search. 



5. Complaint Letters 

Complaint letters should politely state what you want and 
explain why your request is justified. 

Introduction: politely state the problem. Though you might be 
angry over the service you have received, you want to supper 
that anger. Your best approach is diplomatic, you can include 
supporting documents (Serial numbers, Dates of purchase, 
Invoice numbers/bill no., namesof salespeople involved in the 
purchaseAlso state copies of these enclosed documents. 
Discussion: explain in detail the problems experienced. This 
could include dates, contact names, an itemized listingof 

defects.you need to be specific (should not generalize) 

you need to provide reason. After your claim, state what you 
want done and why. Conclusion: Be polite, end positively, 
include your phone number and the time you can best be 
reached{wantto cooperate again}. Figure 6.10 




6. Adjustment Letters 

You can adjust {or answer} a 
letter of complaint in three 
ways: 

■100 percent yes- you agree 
■ 100 percent no- you disagree 
■Partial adjustment- you agree 
in part. 



100 percent Yes Letter 


This letter is like a good news letter because you have go good news for the reader. 


Introduction: state that you agree with your reader complaint. 

Discussion: explain what happened, why happened and how 
the problem will be avoided in the future. 


Conclusion: try to satisfy your reader. 



100 percent No Letter 


lt means say 'no' to a letter of complaint. If the customer is 
wrong, you have to say 'no'. It is similar with a bad-news letter 

Introduction: Start with positive statement and facts that all 
reader can accept 

Discussion: state what happened, provide facts, figures and 
details. Then state the bad news. 

Conclusion: Use positive words, provide the reader and 
alternative 



Partial Adjustment Letter 


Sometimes you can agree with part of a writers complaint 
but disagree with other parts. It you are not going to agree 
completely or disagree completely, then you need to write 
partial adjustment letter 

Introduction: state good news at first and be diplomatic, 
winning the reader to your point of view. 

Discussion: precisely explain what happened, and then state 
the bad news. 

Conclusion: try to win back your reader's good faith (not be 
completely happy with you) in your company. So, you can 
keep the customers for future contracts. 



7. Sa les Letters 

Sales letters have to arouse interest, so explain howyour product or service 
will benefit the reader. 

Introduction: tells your reader why you are writing (want to increase their 
happiness and reduce their anxieties) and what you are writing about (the 
product or service you are marketing). You must arouse their interest with a 
brief, dramatic story. 

Discussion: specify exactly what you offer to benefit your audience or how you 
will solve your readers problems. provide details for it. 

Conclusion: Do something to make the reader act by giving direction to your 
business location, supplying a self-address, stamped envelope for customer 
response, offering a discount if the customer responds within a given period of 
time, giving your name or phone number. Figure 6.12 


Thank You 




Memo (Memorandum) 


Memos are used to flow information within 
the various sections of an organization. 

An important means by which employees 
communicate with each other 

We can write memos to a wide range of 
readers (supervisors, coworkers, 
subordinates, and multiple combinations of 

these audiences) 


Cont 




❖These are brief written communication 
circulated within an organization 
►♦They not only facilitate communication about 
various operations, but also play an important 
role in arriving at some quick decision. 
❖Memos also help solve problems either by 
informing the reader about new information, 
such as policy changes, price increases, etc., by 
persuadingthe reader to take an action, such as 
attend a meeting, use less paper, or change a 
current production procedure 




Purposes of memos 


• A memo is a good way to reach many people at once 

• Memos are flexible and can be written for different purposes: 

I. Documentation (report on expenses, incidents, accidents, 
problem encountered, projected costs, studyfinding, 
hiring/firing, and rearrangements of staff/equipment) 

II. Cover/ transmittal (teil the reader you have attached a 
document) 

III. Confirmation (about a meeting agenda, date, time and 
location; decision to purchase or sell; topics for discussion at 
upcoming meeting; conclusion arrived at; and fees, 
costs/expenditures) 

IV. Procedures 

V. Recommendations 



Characteristics of memos 

a) Destination (internal communication) 

b) Format (Identification lines: Date, To, From, Subject. 
Options include cc (complimentarycopy), Ref (reference), 
and Distribution (other recipients of the memo) 

c) Audience (specialists and semi-specialists) 

d) Topics (company related.) 

e) Tone (informal to coworkers and more formal to 
management) 

f) Speed/delivery time (determined by company's mail 
procedure) 

g) Attachments (copies can be sent to other readers by 
company's email system) 

h) Length ( no longerthan one printed page) 

i) Security (depends on company's mail delivery system) 




Criteria 


• Key components: 

a) Memo ID lines (Subject line can be typed all caps with focus 
and topic) 

b) Introduction (why you are writing and what you are writing 
about) 

c) Discussion(explanation) 

d) Conclusion(what is next, when this will occur, and why the 
date is important) 

e) Audience recognition(multiple audience/their levels-need to 
provide a parenthetical definition —ClA-cash in advance ) 

f) Others (style - -conciseness, clarity, and suitability) and 
(Grammar) 



Sample memo 


Date: 10 May 2009 

To: Producing Manager 

From: Personnel Manager 

Subject: CHANGE IN WORKING HOURS 

Please refer toyour memo pd/21dated6 May 2009 requestingfor a changein 
working hours of your division because of the extremely hot weather conditions. 

As desired by you, the Vice President, Personnel, has agreed to change the working 
hours. The newtimings will be 7 a.m. to 1 p.m. (Mondaythrough Saturday)with effect 
from 17 th May 2009 to 16 th July 2009. 

Kindly inform all the employees working underyou. 


Sign. 

Anjali Shakya 



Thank You 




Reports 


The word report is derived form the Latin word 
'reportare' which means 'to bring back'. It is the 
process of collecting or providing factual information. 

Report writing is a piece of factual writing based on 
evidence, containing organized information on a 
particular topic. Reports are an essential part of 
academie and professional work. It is a basic 
management tooi used in decision making or problem 

solving 




Objectives of Reports (whether it is longer or shorter) 

• To present a record of accomplished work (project report) 

• To record an experiment (primary research report/ laboratory 
report) 

• To record research findings/ technical specifications (a report 
on the details of a new product) 

• To document schedules,timetables, and milestones (a status 
report on a long-term plan) 

• Document current status (an inspection/assessment report) 

• Record and clarify complex information for future reference (a 
report on policies and procedures) 

• Present information to a large number of people (annual 
report) 

• Recommend actions that can be considered in solving certain 
problems (recommendatory report) 

• Present organized information on a particular topic (a report 
describing the working of various divisions of an 
organization/company) 





Criteria for Writing Reports 


Although there are many different types of reports and individual 
companies have unique demands and requirements, certain traits 
including format, developmentand style are basicto all report writing. 


• Heading 

• Introduction 

• Discussion 

• Conclusion/recommendations 








Heading 


The heading includes: 


• The date on which the report is written 

• The names of the people to whom the report is 
written 

• The names of the people from whom the report 
is sent 

• Subject of the report (subject line should contain 
a topic and a focus) 


r 

DATE: August 30, 2015 
TO : Mahesh Bista 
FROM: Surmila Shrestha 

SUBJECT:REPORT ON TRIP TO SOUTHEAST REGIONAL CONFERENCE ON ENGLISH 



Introduction 


lt is a reflection of the report which can include three optional subdivisions: 


• Purposes (why you are 
submitting the report 
and what is the subject 
matter) 

• Personnel (who are 
involved in reporting 
activity) 

• Date (what period of 
time the report covers) 


• lt is written to make 
readers familiar with 
the report's subject 
matter 

• As a permanent record 
for present as well as 
for future 

• An introduction is 
necessary to satisfy 
multiple readers 




Discussion 


lt summarizes the activities and 
the problem-we countered 

In other words it is a detail of the 
activity 

This is the largest section of the 
report 



Conclusion/recommendations 


We conclude after having detail ideas about 
the topic 

lt permits us to state what decisions we have 
made regardingthe activities reported 

The recommendations allow us to suggest 
future action (to suggest what we believe and 
our company should do next) 



Development 


• Should contain the 
answer of 5wh 
questions (whom, 
when, why, where and 
what) 

• Need to provide detail, 
clear and 
accurate/exact 
information 

• Quantified information 
(calculated/measured 




Style (Characteristics ofa report) 


• Precision (accuracy/exactness) 

• Factual details 

• Relevancy 

• Reader oriented 

• Objectivity of 
recommendation 

• Unambiguous and simple 
language 

• Clarity 

• Brevity 

• Grammatical accuracy 

• Special format 

• lllustrations (eg. Table 16.1) 

• Homogeneity 

• Documentation 




Types of reports 


Although all reports include the similar organization of information, different types of 
shorter reports customize these generic componentsto meet specific needs. The 

following are seven common types of reports: 


• Trip reports 

• Progress reports 
•Lab reports 

• Feasibility/recommendation reports 

• Incident reports 

• Investigative reports 

• Meeting minutes 



Trip reports 



(job related travel including your up- 
to-datework activities/expenses/supervisor's requirement). 

• Information technology (technology workshops) 

• Heating, Ventilating and Air conditioning 

• Engineering 

• Biomedical EquipmentSales 


Criteria 16.1 


m 

• Heading (Date, To, From, Subject-topic and 
focus) 

• Introduction (overview, background): purpose- 
dates and destination of the travel, comment 
on your objectives, what motivated the trip, 
what did you plan to achieve, what were your 
goals, why were you involved in job-related 
travel?; personnel-with whom did you travel?; 
and authorization-who 
recommended/suggested for job-related 
travel? 


Cont. 




Discussion (body, findings, agenda): 
documentation of activities using 
subheadings which can include a review of 
your observations, contacts seminars 
attended or difficulties encountered 
Conclusion/recommendations 
Conclusion: what did you accomplish-what 
did you learn, whom did you meet, what 
sales did you make, what of benefit to 
yourself, colleagues, or your company? 
Recommendations: what do you suggest 
next? What action should the company take? 



2. Progress reports 


Purpose and examples 


Status of an activity: work accomplished, remaining work 
Provide information to supervisors and customers who want to know about the 
progress you are making on a project and your plans for the next reporting period 
Progress reports might be daily, weekly, monthly, or annually 


Biomedical technology 
Hospitality management 
Project management 
Automotive technology 



Criteria for an effective progress report 


1. Heading: Date, To, From, Subject 

2. Introduction (overview, background): 

• Objectives/purpose: why are you working on this project?, what problem 
motivated the project?, what do you hope to achieve?, who initiate the activity? 

• Personnel: with whom you are working? 

• Previous activity 

3. Discussion (finding, body, agenda) 

• Work accomplished 

• Work remaining (you plan to accomplish) 

• Problem encountered (inform your readers) 

4. Conclusion/Recommendations 

• Conclusion: sum up what you have achieved during this reporting period and 
provide your target completion date 

• Recommendations: if problems were presented in the discussion, you can 
recommend changes in scheduling, personnel, budget, or materials that will 
help you meet your deadlines. 

Figure 16.2 







3. Lab reports 


Purpose and examples 


• Document the status and findings from a laboratory 
experiment, procedure, or study 

• Professionals in electronics, engineering, medical fields, the 
computer industry, and other technologies often rank the 
ability to communicate effectively with their technical skills 

• Here, the knowledge must be communicatedto colleagues 
and supervisors 


Biomedical technology 
Electronics 

Information technology 



• Heading: date, to, from, subject (topic and focus) 

• Introduction (overview, background): purpose (what 
problem motivated this report? What does this report 
hope to prove). Authorization (under whose authority is 
this report being written?) 

• Discussion (body, methodology): how was the test 

performed? I. what equipment, approach, or theory have been 
used to perform yourtest? II. What steps(chronologically organized) 
did you follow? 

• Conclusion/recommendations 

findings after experiment, discovery and effects 

what follow-up action should be taken? 

Schematics/diagramsare important in a lab report to clarify your 
activities. Figure 16.3 



4.Feasibility /Recommendation reports 


Purpose and examples 


• Studies the practicality of the purposed plan 

• Recommends action 

• A company determines the variability of a project to perform a feasibilitystudy to 
document the findings and then to recommend the next course of action 


Manufacturing 
Accounting 
Web Design 
Health management 






criteria 


* Heading 

• Introduction: (I) purpose of this 
report, what problems cause 
doubt about feasibility report?, 
what problem led to the 
proposed project? Who 
requested this report 
(Managers/supervisor) (II) 
Personnel: document the name 
of your projectteam members, 
your liaison between your 
company and other companies 
involved, and your contacts at 
these other companies 


* Discussion (body, findings): 

criteria (logical foundation for 
comparison of personnel, 
product, vendors, costs, 
options, schedules), analysis 
(compare your findings against 
the criteria) 

* Conclusion /recommendations 

Conclusion: State the significance 
of findings. 

Recommendations: Recommend a 
course of action (next activity, 
purchasing equipment, locating 
its expansion, market for the 
production) 

Figure: 16.4 






5. Incident/trouble/accident reports 


/-\ 

Purpose and examples 

• An incident report documents an unexpected 
problem that has occurred (earthquake, firing, 
robbery) 

• Focus is on what happened 

• lf a problem occurs within your work environment 
that requires analysis (fact finding, review, study) 


Sales (one of sales representatives while on job-related travel) 
Biomedical Technology (Machine does not functioning correctly) 
Hospitality management (injury of a cook ) 

Retail (burglary in retail location) 









Criteria of an incident report 


* Heading 

* Introduction: purpose 

(document when, 
where, and why you 
were called to perform 
maintenance, what 
motivated your visit to 
problem? Personnel 
(who, what role; 
police, injured person, 
medical person and 
reason of involving 
there). 


• Discussion (Body, findings, 
agenda, work accomplished): 

using subheadings/itemization, 
quantify what saw eg. 
Equipment used, police 
department/hospital contacted, 
Name od witness, damages, 
graphics, follow-up action to 
solvethe problem 

• Solution (explain what caused 
the problem) 

• Recommendations (suggest to 
avoid similar problems in the 
future) 

Figure 16.5 





6. Investigative Reports 


lt implies an investigation (to examine the cause behind an incident) 
Focus is on what has happened, why the event happened, 


Causes primarily to a problem during investigation: 
Security (investigation on bank robbery, fraud...) 
Engineering 
Medicine 

Computer Technology 









Criteria for an effective investigative reports 

1. Heading 

2. Introduction (overview, background) 

• Purpose: date(s) of the incident, its reason, what incident are you reporting on, 
what do you hope to achieve in this investigation. 

• Optional subheadings: location/where did the incident occur?, personnel/who 
was involved in the incident/with whom you worked? Authorization/who 
recommended to investigateyou investigatethe problem? 

3. Discussion (body, finding, agenda): using subheadings document your findings 

• Review your observation: Physical evidence, descriptions, lab reports, 
testimony (fact/finding) and interview responses. Answerthe reporters 
questions: who, what, when, where, why, how 

• Contact: people interviewed 

• Difficulties encountered 

• Techniques, equipment/tools used in course of investigation 

• Test procedures followed 


Cont. 





4. conclusion/recommendations 

Conclusion: what you 
accomplished/learned/discovered. 
Who/what is at fault? 

Recommendations: your suggestion for 
the next activity eg. Training/way to solve 
problem/ what is preferred follow up for 
the patiënt or cliënt? 

Figure 16.6 



_ Meeting minutes _ 

Purpose and examples 

• Meeting minutes document the 
results of a meeting - what was 
discussed, proposed, voted on and 
plan for future meetings. A secretary 
records about attendees, agenda, 
decisions and plan for the future. 

• A community organization, city 
council or departmental meeting... 







Criteria for meeting minutes 


1. Heading: you do not need date, to, from here. Subject line include topic 
and focus 

2. Introduction 

• Date, time, and place 

• Attendees 

• Approval of Last meeting Minutes: after asking participants to read the 
last meetings minutes, vote to accept them. 

3. Discussion (finding, agenda): Proposed issues and decisions upon that. 

4. Conclusion 

• New/old business (new topic to be covered in future meetings) 

• Next meeting (date, time and location) 

• Time of closure 

• Signature 

Figure 16.7 




• Organization: chronologically/accordingto 
importance, 

• Layout: 

(I) Can follow a paragraph format 

(II) headings, subheadings, and bulleted lists to 
makethe minutes more accessible 



I B' E' S' E I A^R 'C 'H 


Acareful study of 

something/subject, especially in 

order to discover new facts or 

information about it: 

med ica l/h istorica l/scientif ic etc. 

research 


• We can gather information or research 
information by using internet, field visit, 
reference books in print, related article, and 
magazine. 





Criteria for writing research reports 


• Audience/reader 

• Purpose 

• Effective style (formal, rigid structure, tone can be 
subjective or objective after considering the audience, 
avoid plagiarism) 

• Effective formatting techniques— . 


> Reader-friendly ease of access 

> Highlighting techniques(bullets, headings, subheadings) 

> Overall organization (Introduction, discussion, conclusion) 

> Internal organization (problem/solution, comparison/contrast, 
analysis and cause/effect) 

> Parenthetical source citation 

> Work cited: documentation of sources 













Process/the writing process 


• Prewriting (determines objective, reader 
recognition, data collection, outline/determine 
how the content will be provided) 

• Writing (write a draft by following proper format) 

• Rewriting (rewrite it by adding missing details, 
simplifying word, deleting wordiness, enhancing 
the tone of communication and correct errors ) 





Prewriting research techniques 


1) Select a general topic 

2) Examine/search sources of information (library, online, field visit) 

3) Establish a focus: a focus statement can guide the writing. 
Example from text book related to the topic 

4) Research your topic: there are many sources of research and the 
ways of using it that will make the act of research easier such as 
books (by keywords, title, author, subject, or combination of 
these), periodicals, Indexes to General/popular periodicals 
(ebscohost: popular, nontechnical literature and newspaper 
articles), the internet(14.1). 

5) Read your research material and take note (use the index and the 
table of contents for text book, closely read if it is shorter 
materials. Then briefly summarize the content. Bibliography: 
Stephens, Guy M. "To Market, to Market." Satellite 
Communications. November 1987:15-16. (Stephen, "To Market," 
p. 15.) 

6) Isolate the main points (major points/ideas) 

7) Write a statement of purpose 

8) Create an outline 




writing 


1) Review your research/prewriting activities: make sure whether 
you are satisfied with the information or not, it is enough 
information to develop your ideas/points thoroughly or not. If it is 
complete information, you can start drafting your text. 

2) Organize your report effectively: lntroduction(can begin with 
something to arouse reader's interest and statement of purpose), 
discussion (make statements, reference material from other 
sources, provide a follow-up explanation of the referenced 
material's significance in your own sentence), 
conclusion/recommendations (summarize your findings, draw a 
conclusion about the significance of these discoveries and 
recommend the future action), and work cited (alphabetized list 
of your research sources) 

3) Document your sources correctly (reasons: to direct readers to 
check/go through the source, do not plagiarize, to show your 
credibility and credibility of your research) [MLA and APA] 

4) Develop your ideas 



MLAformat 


■ Parenthetical citation: 1 . author's last name 
and page number (Rijal 144). 

■ 2. (Bhattarai and Rijal 114). 

■ 3/more. (Koju et al.) Anonynimous works: title 
and page number ("Useful Robots" 44). 

■ Nissani, Moti and Shreedhar 

Lohani .Adventuresin English.ThapathaW, 
Kathmandu: Ekta Books, 1996. Print. 

■ Mishra, Rabindra. "Technical Reporting." 
Personal E-mail. 2 Apr.2015. 




APA format 


■ Parenthetical citation: 1. author's last name, year of 
publication and page number (Rijal, 2012, p. 144). 

■ 2. (Bhattarai and Rijal, 2014, p. 114). 

■ 3/more. (Koju et al., 2013, p. 66) 

■ Anonynimous works: title and page number or 
published year ("Useful Robots", 44)./ (Education 
System, 2004). 

■ Nissani, Moti and Shreedhar Lohani (1996). 
Adventures in Eng lis /i.Thapathali, Kathmandu: Ekta 
Books. 

■ Mishra, Rabindra (2 Apr.2015). "Technical Reporting." 
Personal E-mail. 





Rewriting 


1) Add new details for clarity and persuasiveness 

2) Delete dead (unrelated) words and phrases 
researched Information that does not support 
your ideas effectively 

3) Simplify your words for easy understanding 

4) Move information within your report to ensure 
effective organization 

5) Reformat your text for reader-friendly ease of 
access (can use graphics, jargons) 

6) Correct any errors 



